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WHAT IS CLAIMED IS : 

A method for providing automated end-user support, the method comprising: 
receiving a request for end-user support from an end-user; 
retneving a user profile associated with the end-user; 
determining a navigation location for the end-user; 

providing ap automated support session corresponding to the navigation location; 

and 

recording an autoltnated support data item in the user profile, wherein the 
automated support data iteruSis related to the automated support session. 



2. The method of claim 1 , whWein/tfie request for end-user support is a first request 
and wherein the automated supporbse$sion iykfifst automated support session, the 
method further comprising: 

receiving a second requdst for end-u^r support from the end-user; 
retrieving the user profile^^wher^^ i^er profile includes the recorded 
automated support data item; and 

providing a second automated support sessio 

wherein the second automated support session ad^ounts for the recorded 
automated support data item. 



3. The method of claim 1, further comprising: 

determining an effectiveness level for the automated support session; and 
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responsive to the effectiveness level being below a threshold, recording the 
automated support data item in association with an automated support failure indicator. 

4. The method olsclaim 1, further comprising: 

determining an effectiveness level for the automated support session; and 
responsive to the effe^ctivenesjJa^el being below a threshold, referring the end- 
user to a secondary support ses^on. 



5. The method of clpm 1, whep^ referring the end-user to the secondary support 
session comprises: 

referring the end-uW to a live suppott session. 



6. The method of claim 1, further comprising: 

selecting a personae from a plurality of persoike for interacting with the end-user; 
wherein the personae is selected in response to toe user profile. 
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A system for providing automated end-user support, the system comprising: 
a primary end-user support system; 

\web server connected to the primary support system, the web server configured 
to provide a^page to the end-user; 

a communication module connected to the web server and the primary end-user 
support system, v^erein the communication module is configured to communicate an 
identifier corresponoing with the page to the primary end-user support system; 

a data coUectioiMnodule connected to the primary end-user support system and 
the primary end-user suppVt system; and 

a support knowledge aat^ase connected to the primary end-user support system. 



8. The system of claAn 7, fur&erxfomprising: 
a secondary end-user su^^ortVystem; 

wherein the communication mooule is configured to communicate an identifier 
corresponding with the page n^vtiie second^ end-user support system. 



9. The system of claim 7, further comprising\ 

a primary storage device connected to the prJfaiary end-user support system; 

wherein the primary storage device is configure*^ to store data corresponding to a 
failure of the primary end-user support system. 
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10. "The system of claim 7, wherein the primary storage device is further configured to 
store a endruser frustration indicator, the system further comprising: 

a support failure calculator connected to the primary storage device; 
whereimthe support failure calculator is configured to calculate the end-user 
frustration indicator. 

1 1 . The system of claim 7, wherein the support knowledge database comprises: 
a plurality of responses correspcmdiflft to a plurality of potential questions. 



12. The system of claim^wWein thp^^lip^^ knowledge database comprises: 
a plurality of cobrowsing g^nep;^ associated with a plurality with a plurahty of 

user actionable proces/es. 

13. The^ystem of claim 7, wherein the siipport knowledge database comprises: 
a pluralitvof personae definitions;^ 
wherein each of the plurality of personae definitions are selectable to interact with 

the end-user to thereby provide the end-user suppor 



14. The system of claim 13, wherein the support knowledge database further 
comprises: 

a roles module configured to store a plurality of role definitions corresponding to 
the plurality of personae definitions; and 
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a*^ills module configured to store a plurality of skill definitions corresponding to 
the plurality o^ersonae definitions; 

wherein each of the plurality of personae definitions is associated with a role 
definition and a skilVdefinition^,.^ 

15. The system o/clsitm^Miie^m the secondary support system comprises one of an 
email support system, a chat support system, and a call center support system. 

1 6. The system of claiRrTT^Tier^n the primary support system comprises an 
automated support server. \ 
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A system for providing automated end-user support, the system comprising: 
processor; 

a storage device connected to the processor; 
a plmahty of instructions stored on the storage device, the pluraUty of instructions 
configured to cause to processor to: 

process a request for end-user support from an end-user; 
retrievaa user profile associated with the end-user; 
determine\a navigation location for the end-user; 
provide an at^tomatprfsuppo^ session corresponding to the navigation 

location; and 

record ^automat^ su^ort ^ta item in the user profile, wherein the 
automated support d/ta item is relate^ p0 the automated support session. 

^ 'I N 

If) The system of claim wherein th<£ request for end-user support is a first request 

and wherein the automated support session is first automated support session, the 
plurality of instructions configured to cause to processor to: 

receive a second request for end-user suppoM from the end-user; 

retrieve the user profile, wherein the user profil^ includes the recorded automated 
support data item; and 

provide a second automated support session; 

wherein the second automated support session accounts IS^r the recorded 
automated support data item. 
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The system of claim V^, wherein the plurality of instructions are configured to 
causeNto processor to: 

determine an effectiveness level for the automated support session; and 
responsive to the effectiveness level being below a threshold, record the 
automated supptort data item in association with an automated support failure indicator. 

2Q The system o^claim wherein the plurality of instructions are configured to 

cause to processor to: 

determine an effectWeness level fo^-thes automated support session; and 
responsive to the effec^v^lless leve^eing below a threshold, refer the end-user to 

a secondary support session/ 

2^. The system ofi^laim wher^Cthe plurlaity of instructions are configured to 
refer the end-user to me secondary supporrvsession by: 
referring the end-user to a live suppomsession. 



The system of claim wherein the pluraluV of instructions configured to cause 
to processor to: 

select a personae from a plurality of personae for interacting with the end-user; 
wherein the personae is selected in response to the user profil 
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A sy^t^ for providing automated end-user support, the system comprising: 

means for receiving a request for end-user support from an end-user; 

means for rsmevin^ a user profile associated with the end-user; 

means foy det^smimpg^ navigation location for the end-user; 

means for providi^£an automated support session corresponding to the 
navigation locamon; and \ 

means for recording an autohiated support data item in the user profile, wherein 
the automated support data item is relared to the automated support session. 
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